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STOP

Did 508 POC 

Resolve?
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Send Receipt 

notification to 

student and cc: 

Courseware POC

Request 

Received into 

GLTC_Help

Enter Request 

into Numara 

FootPrints (NF) 

and assign Priority 

and Resource

Assign PREFIX

 (NF incident #) to 

email request

Move Email 

Request to 

appropriate 

GLTC_Help “In 

Process” subfolder

Research request 

and determine 

course of action.

Send Receipt 

notification to 

requestor and 

include incident #

Modify User 

Role?

FPD 

Enrollments?

Notify Customer

of 508 receipt and 

POC review

(cc: Luis Ramirez 

& Rhonda Bruce)

Follow-up w/

508 POC

within 2 days.

508 POC 

troubleshoot issue 

with student

NO

START

Update NF w/ 

Resolution and 

Change Status to 

CLOSED

Move Email 

Request to 

GLTC_Help 

“Archived/Closed 

subfolder

Assign SUFFIX 

(CLOSED date) to 

GLTC_Help 

request

Notify Requestor, 

that request was 

CLOSED.

YES

Verify ATLAS 

User Name and 

Role

Modify User Role

Notify Requestor

and account 

holder of 

modifications

Ensure Request 

comes from a 

trusted source 

(e.g. Scheduling, 

CM)

Verify ATLAS 

User Name, Role 

and dau.mil email 

account

Enroll Student 

in course

Contact Student

if dau.mil account 

is not in ATLAS 

and provide 

ATRRS instruction

Notify Requestor 

of student 

enrollments
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System 

Outage?

Blackboard? ATLAS?

Immediately 

Send Outage 

Notification to 

“bbstaff@dau.mil” 

and Tier III GSO

Immediately 

Send Outage 

Notification to 
“atlasstaff@dau.mil” 

and Tier III GSO

Tier III – ATLAS

GSO coordinates 

research, testing & 

resolution with 

Tiers I, II and IV

Tier III – Bb

GSO coordinates 

research, testing & 

resolution with 

Tiers  I, II and IV

Issue Resolved



Exam

Engine

Issue?

STOP
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Request 

Received into 

GLTC_Help

Enter Request 

into Numara 

FootPrints (NF) 

and assign Priority 

and Resource

Assign PREFIX

 (NF incident #) to 

email request

Move Email 

Request to 

appropriate 

GLTC_Help “In 

Process” subfolder

Research request 

and determine 

course of action.

Send Receipt 

notification to 

requestor and 

include incident #

START

Update NF w/ 

Resolution and 

Change Status to 

CLOSED

Move Email 

Request to 

GLTC_Help 

“Archived/Closed 

subfolder

Assign SUFFIX 

(CLOSED date) to 

GLTC_Help 

request

Notify Requestor, 

that request was 

CLOSED.
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Wrong #

of questions 

given?

Wrong

# of answer 

options 

given?

Miscalculated 

% score?

Missing 

or Incorrect 

Exam 

content?

Instruct the DAU 

Helpdesk to 

manually reset 

exam attempt(s) 

Notify Tier III GSO & 

Tier IV

Verify Student

is able to continue 

with exam and/or 

course.

Instruct the DAU 

Helpdesk to 

manually move 

student along (if 

needed) 
Notify Tier III GSO & 

Tier IV

After 2 Days 

Verify student 

issue has been 

resolved and 

student is able to 

continue

Coordinate 

immediate fix to 

exam

Instruct the DAU 

Helpdesk to 

manually reset 

exam attempt(s)

After 2 Days 

Verify Student 

issue has been 

resolved and 

student is able to 

continue

Associate / 

Disassociate 

CAC?

Merge 

Account?

Escalate request 

to Tier III-ATLAS 

GSO

Determine the 

ATLAS Account 

that will become 

the primary 

(active) account

Verify the 

Inactive account 

is not enrolled in a 

course

Remove 

enrollments 

associated to 

inactive account 

(if any)

Deactivate the 

secondary account

(non-primary)

Merge accounts, 

verify transcript 

and re-enroll 

student 

(if applicable)

Notify Requestor 

of merge status

Notify Requestor 

of CAC status

Tier III – ATLAS

GSO routes to 

Tier IV (BAH)

Tier IV – ATLAS

Resolves and 

notifies TIER III 

ATLAS GSO

Tier III – ATLAS

GSO notifies 

Tier II
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Request 

Received into 

GLTC_Help

Enter Request 

into Numara 

FootPrints (NF) 

and assign Priority 

and Resource

Assign PREFIX

 (NF incident #) to 

email request

Move Email 

Request to 

appropriate 

GLTC_Help “In 

Process” subfolder

Research request 

and determine 

course of action.

Send Receipt 

notification to 

requestor and 

include incident #

START

STOP

Update NF w/ 

Resolution and 

Change Status to 

CLOSED

Move Email 

Request to 

GLTC_Help 

“Archived/Closed 

subfolder

Assign SUFFIX 

(CLOSED date) to 

GLTC_Help 

request

Notify Requestor, 

that request was 

CLOSED.
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Duplicate 

Enrollments?

Duplicate 

Emails?

Notify Tier III – ATLAS 

GSO and escalate Issue 

to Tier III-STARS and 

Scheduling POCs for: 

- FY issue

- Multi-section enrollments

- STARS course type

- Classroom courses

Merge Student 

Accounts

if multiple student 

accounts enrolled in 

course (use SSN to 

verify correct 

account)

Escalate Issue to 

Tier III- ATLAS GSO

if cause of issue 

cannot be 

determined

Notify Requestor

of status

Follow-up with 

Tier III - STARS 

and/or Scheduling 

POCs

 in 1-2 days

Follow-up with 

Tier III-ATLAS 

GSO

 in 1-2 days

Issue 

resolved?

YES

NO NO

Duplicate 

enrollments?

YES

Escalate Issue to 

Tier III-ATLAS 

GSO

Follow-up with 

Tier III – ATLAS 

GSO

Issue 

resolved?

NO

Notify Requestor

of status

YES

New

ATRRS labor 

category?

Escalate Request 

to Tier III – ATLAS 

GSO

Tier III – BAH 

POC reviews

and/or routes to 

Tier IV as 

appropriate

Tier III POC 

reviews

and/or routes as 

appropriate Tier III – ATLAS 

GSO

and/or routes to 

Tier IV as 

appropriate

NO

Notify Requestor 

of status

Tier III – ATLAS

GSO routes to 

Tier IV (BAH)

Tier IV – ATLAS

Resolves and 

notifies TIER III 

ATLAS GSO

Tier III – ATLAS

GSO notifies 

Tier II
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Request 

Received into 

GLTC_Help

Enter Request 

into Numara 

FootPrints (NF) 

and assign Priority 

and Resource

Assign PREFIX

 (NF incident #) to 

email request

Move Email 

Request to 

appropriate 

GLTC_Help “In 

Process” subfolder

Research request 

and determine 

course of action.

Send Receipt 

notification to 

requestor and 

include incident #

START

STOP

Update NF w/ 

Resolution and 

Change Status to 

CLOSED

Move Email 

Request to 

GLTC_Help 

“Archived/Closed 

subfolder

Assign SUFFIX 

(CLOSED date) to 

GLTC_Help 

request

Notify Requestor, 

that request was 

CLOSED.
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ATLAS

Forum

Issue?

ATLAS 

Gradebook 

Issue?

Unknown 

issue or 

cause?

Escalate Issue to 

Tier III-ATLAS 

GSO

Escalate Issue to 

Tier III-ATLAS 

GSO

Escalate Issue to 

Tier III-ATLAS 

GSO

Notify Requestor

of status

Notify Requestor

of status

Notify Requestor

of status

Courseware 

Issue?

Escalate request 

to Tier III- 

Courseware POC

Tier III- 

Courseware POC 

coordinates 

change with Tiers I 

and IV as 

appropriate

Notify Requestor

of status

Tier III –ATLAS 

GSO reviews

and coordinates fix 

with Tiers I, II and 

IV as appropriate

Tier III –ATLAS 

GSO reviews

and coordinates fix 

with Tiers II and IV 

as appropriate

Tier III –ATLAS 

GSO reviews

and coordinates fix 

with Tiers II and IV 

as appropriate

Issue Resolved Issue Resolved Issue Resolved
Issue Resolved
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Request 

Received into 

GLTC_Help

Enter Request 

into Numara 

FootPrints (NF) 

and assign Priority 

and Resource

Assign PREFIX

 (NF incident #) to 

email request

Move Email 

Request to 

appropriate 

GLTC_Help “In 

Process” subfolder

Research request 

and determine 

course of action.

Send Receipt 

notification to 

requestor and 

include incident #

START

STOP

Update NF w/ 

Resolution and 

Change Status to 

CLOSED

Move Email 

Request to 

GLTC_Help 

“Archived/Closed 

subfolder

Assign SUFFIX 

(CLOSED date) to 

GLTC_Help 

request

Notify Requestor, 

that request was 

CLOSED.
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Survey

not 

launching?

Notify Requestor

of status

404 Error?

Survey

SCO does not 

complete?

Errors

after ATLAS 

control?

Initialization 

Problem?

Errors

before ATLAS 

control?

Troubleshoot and 

coordinate fix

Notify Requestor 

of Status

Escalate Issue to 

Tier III-ATLAS 

GSO

Tier III –ATLAS 

GSO reviews

and coordinates fix 

with Tiers II and IV 

as appropriate

Issue Resolved
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